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A Study on Customer Badness Behavior Model base on Service Justice

Abstract: This study develops a model that uses service justice variable perceived by
customer to explain customer badness behavior. The results show that all three justice sub
dimensions had a significant effect on customer commitment, and interactional justice had a
significant effect on negative affectivity. Also, negative affect and customer commitment which are
proposed as mediating variable had a significant effect on customer badness behavior. Implications
of the results for the management of customer badness behavior and future research directions are

discussed.
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A Study on Customer Badness Behavior Model base on Service Justice

JIN, Li-Yin

Dept. of Business Administration, Paichai University, South Korea

Abstract: This study develops a model that uses service justice variable perceived by
customer to explain customer badness behavior. The results show that the model fits the data well
and that nearly all of the hypothesized relationships construct are supported. All three justice sub
dimensions had a significant effect on customer commitment, and interactional justice had a
significant effect on negative affectivity. Also, negative affect and customer commitment which are
proposed as mediating variable had a significant effect on customer badness behavior. Implications
of the results for the management of customer badness behavior and future research directions are
discussed.

Key Words: Service justice; Customer badness behavior; Customer commitment;

Customer affectivity
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